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Abstract 
In Malaysia, there has been growing media attention on cases of dissatisfaction by public towards public 
sector, especially at  the local government level. This phenomenon has pushed public agencies to improve 
the quality of public service delivery and increase the process of governance in local affairs. Thus, this 
study was presents to  determine to what extent public satisfy and participates in municipal services .Com- 
munity leaders and resident associations were selected as respondents in this study and i t  focus on waste 
management, cleanliness, culverts and drainage in Sungai Petani, The findings in this study are derived 
from qualitative method and show that the respondents has a positive association with municipalservices 
offered by the council and shows that the good governance were practiced by municipal. For the policy 
recommendations, the genuine service improvement is sought alongside perceived satisfaction something 
more is required to  improve in local affairs. In future research, the engagement between all parties should 
be concerned on local government, private and voluntary sectors, service providers and private citizens in 
enhancing the levels of customer's satisfaction and greater good governance will be achieved by the council. 
Keywords: Customer, Satisfaction, Local Government, Municipal Services, Service Quality, Governance. 
ISSUES I N  PUBLICSECTOR GOVERNANCE 
1.0 INTRODUCTION 
In order to have citizens trust in public institutions, official behaviour and their way 
of dealing could play an important role (Parasuraman, Zeithaml, & Berry, 1988). Public 
institutions should be in the right track in serve to the citizens back due to  stewardship 
concept as government servant. Citizens always asked their demands and necessity and 
if they are satisfied with their local official's performance, they may express greater sup- 
port for the system and can contribute to the good governance in local affairs. However, if 
local institutions are unable to satisfy their needs, citizens or customers may not support 
their local governments. 
Several stakeholders such as households, interest and pressure groups, the media, 
business community, community leader and politicians contributes to  the performance 
of municipal in constantly and continuously interrelated. I t  could be argued that the per- 
formance of the lack of municipalities is more visible and can't hide to  open public and 
indirectly shows the poor governance in local authorities. I t  is because public can inquiry 
the local council of their closeness to the people they serve. This close relationship open 
ups the actual extent of service delivery because people can visibly see waste manage- 
ment being conducted in daily activities, water supplies being provided and electricity 
being connected (Kamarudin et al 2001). The openness of local authorities will portray 
the good governance and satisfaction among the customers especially in process of deci- 
sions making from the grass-root. The drivers for this study have arisen in response to a 
numbers of perceived weaknesses in service delivery identified in various sources. Many 
municipalities including Majlis Perbandaran Sungai Petani, Kedah (MPSPK), however, are 
unable to deliver services to residents especially in sanitation, cleanliness, drainage and 
culverts matters (MPSPK, 2010). Many complaints rise up in daily activities around MPSPK 
territory. This might be possible because of the lack of manpower, or lack of capacity to 
provide a good service at an affordable price. Thus this study tries to  determine to what 
extent satisfaction among the community leaders and residents associates on municipal 
services in Sungai Petani. 
2.0 LITERATURE REVIEW 
Performance in multidimensional concept which is included the measurement depend- 
ing on i ts  variety of factors (Fitzgerald & Moon, 1996). Other authors such as Macpherson 
(2001) and Mwita (2000) stated that performance should be determined as the outcomes 
of works process and must be in lined with goal and objective. It is providing the strongest 
linkage to the strategic goals of the institution, customer satisfaction and economic con- 
tributions for entire (Peppers & Rogers, 2004). Wider factors could influence performance 
level in municipalities even differs each other because a compressive system performance 
measurement and models such as Balanced Score Card and Service Quality (SERVQUAL) 
can be implemented (Palmer, 1993 & Parasuraman et al., 1988). 
The customer of local government services maybe an individual, local community 
interest group, one or more elected members of government department or ministry, 
internal staff, but enlarge the customer in any member of the public (Brysland & Curry, 
2001). There are many sources of literature that identify how to achieve the customer 
satisfaction. This concept intends to summarize the key relevant literature in order to 
conceptualize the research into how MPSPK can improve its customer satisfaction through 
appropriate performance measurement tool. Consultation and community development 
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are seemed to  be the essential part of service delivery and performance measurement 
in local authorities as stated by Unwin (1975). He further added that excellent engage- 
ment of public and street works providers with the development of effective system are 
recommended to actively promote the involvement of the public in schemes. Statement 
by Unwin has been supported by Kirklees Metropolitan Council (2005) in which indicated 
that local authorities tried to find out what stakeholders' needs and try to in line with i ts  
expected growth. Besides that, Government North West (2006) also commented that 
good local transport planning must include stakeholder involvement and supported by 
as strong base and analysis. Sharifah Latifah (2001) stressed on the internal and external 
customer satisfaction in six ministries and from her analysis, she extracted three factors 
such are ;i) tangibility; ii) combination of reliability, responsiveness and assurance dimen- 
sions; and iii) empathy. 
Furthermore, winning quality award does not guarantee that external customers will 
be fully satisfied with their service provision. This is because the internal customers or the 
staff might not able to  foresee the results of their own service provision to  these external 
customers (Sharifuddin, 1998/1999). In this study, business associations and community 
leaders were chosen as external focus groups due to know to what extent their level of 
satisfaction towards municipal services. External environmental factors that contribute 
to this complexity are the political environment within which governments operate 
sometimes at many different levels, the evolution of programs and policies during their 
lifespan, a wider group of stakeholders and the need to ensure accountability (Kuppusamy, 
2006).There is a bewildering range of indicators that has been proposed in past studies to 
measure satisfaction in municipal services, however this study is specifically interested in 
the following aspects: independent variables which includes awareness and satisfaction, 
feedback toward complaints, information channels, participation and expectation, per- 
ception; focus groups includes councillors and head of MPSPK1s department, community 
leaders, associations, business communities and households while focused on municipal 
services which consists of waste management, cleanliness, drainage and culverts. 
3.0 RESEARCH METHODOLODY 
The findings presented in this study are derived from qualitative methods and based 
on the interview on 30 respondents consists of 30 community leaders and resident as- 
sociations. The respondents representing three zones of MPSPK (C, G and H) in order to 
gain balanced representation among four social-class clusters and the types of houses 
they live in. 
4.0 MATERIAL OF FINDINGS 
4.1 Community Leaders and Residents Associations Profile 
A further analysis on the socio-economic background of the interviewees found that 
all of 30 residents were come from three selected zones. It is around 96.67 percent of 
the respondents are Malays and their ranges of ages are between 41-50 years. Among 
other notable findings are 40.0 percent of the respondents are in semi-skilled or unskilled 
manual worker with some 40 percent reported to have SPM, 26.7 percent reported to  
have STPM and 23.3 percent are degree holders. Their income ranges from RM900 to  
RM1500 and RM150l to RM2500. However, it is observed that individuals represented 
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in associations and community leaders were having low education and income level 
with majority of them came from moderate housing areas. The language often used in 
the meetings and conversation is Bahasa Melayu. The study also shows that the older 
respondents seem to  be the trusted people in dealing with customer satisfaction on lo- 
cal affairs. The possible explanation is because people will feel comfortable to deal with 
mature and experienced representatives rather than young people as to  represent them 
in handling public complaints and dissatisfaction. These findings prove that the work of 
Gronroos (2007) on satisfaction with public services tends to be highest among users 
with older people those who have more likely to be complaining. They tend to be more 
satisfied and actively deal with the service provider and the most dissatisfied groups are 
found among the middle classes. 
In the focus groups of Sungai Petani, each zone of C, G and H was represented by 30 
respondents and participated either as community leaders or neighbourhood-based as- 
sociations. 13 respondents (43.33%) were the member and Chairman of JawatanKuasa 
Kemajuan dan Keselamatan Kampung Persekutuan (JKKKP) while 6(20%) were from reli- 
gious representatives. Another 13.3% (n=4) participated as political party representatives, 
and another 4 respondents (13.3%) were interviewed as Majlis Ketua Kampungl Majlis 
Ketua Komuniti (MKK) and 2 respondents ( 6.67%) were from Rukun Tetangga. Only one 
respondent (3.3 %) represented as AJK (Ahli Jawatan Kuasa). As in the experience of 
MPSPK, 83.3% (n=25) of the informants held two to four years of the post, and majority 
of them represented Zone C and Zone G in their respective area. Public complaint and 
dissatisfaction in selected zones in Sungai Petani portray those active and less active rep- 
resentatives of resident associations and community leaders. The finding correlates with 
the zones of MPSPK and year of post in which many of them held the respective post in 
the range of two to four years. The three zones of Sungai Petani were represented for 
urban area in Zone C and small industries in Zone G while Zone H represented for tour- 
ism and traditional villages. It shows that degree of satisfaction among focus groups is 
different from informants' experience, location and skills. 
The findings from the study found that the correlations between the informants 
profile such as year of establishment or post, with the zones and professional status. 
The longer time someone holds the post of representatives, shows that the longer ex- 
perienced among them. Many researchers found that satisfaction correlates with better 
socio-economic, skills and academic background as described in LA21 (Zaherawati et al., 
2011). The findings also proved that socio-economic background does place positive as- 
sociation with the customer satisfaction as suggested by MORl Report (1994) in where 
the councils serve people in many different ways, and customers have to be broken down 
into key groups before their "needs, aspirations and expectations" can be identified by 
looking at the socio-economic characteristics and other segmentations. Afurther analysis 
on the informant's information also found that many experienced informants are staying 
in Zone C and G. 
4.2 The Awareness of Municipal Services 
The level of awareness among local affairs usually derived from good relationship with 
service providers and the process of service quality takes place as suggested by Groon- 
ros (2007). The majority of the respondents of Sungai Petani were well aware about the 
municipal services and its matters. The awareness of the associations and community 
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leaders in selected zones was 70% (n=7) in Zone C, 90% (n=9) represented in Zone G and 
Zone H represented 100% (n=10) of "YES". This shows that they do aware on municipal 
services in their area. Only30% (n=3) represented Zone C and 10% (n=l) represented Zone 
G stated that the respondents were not aware of the municipal services to  the residents. 
Another interviewee through his experience as head of MPSPK's department highlighted 
his views on why he felt that majority of the residents was not aware about the municipal 
services and the matters: 
"The proper bin already provided, why still easily throwing garbage at  public places": 
I asked them and they replied, I throw the garbage, municipal responsible to collect it. 
I thought developer was providing the trash bin not municipal and no one told me". I 
always see many cases of local affairs was lodged to the State Government while its 
under municipaljurisdiction, even for broken lamp post or cutting tress was forwarded 
to federal government to handle it. This was ridiculous. We got the well versed of public 
complaint system .... why still refused to  use it; then go to wrong place to  settle it. I t  
seems that we do not do our work. Some residents were not understood and interested 
to know why their complaints taking time to settle. They do not know every single 
complaint have flows to  settle i t  especially when needed other agencies to  cooperate 
such as JPS and JKR in drainage and culverts matters. Some cases needed for longer 
time and some cases just taking overnight to settle it. Please understand and aware 
municipal services before complaint here and there". (Community leader E, 2012). 
Some critics attempt to link satisfaction to expectation and experience that will lead 
to service perceived in different dimensions between residents and the municipal. The 
above quote reflects the sentiments of dissatisfaction of residents when they complained 
and expected the action will be taken immediately by the council. While in experience of 
the system, they were not aware how the municipal runs the system with other agencies. 
On the other hand, the mentality among the local said that municipal should do their job 
without residents favour because it is municipal job and nothing to  do with them. They 
are even not aware of who provides the drainage and culverts system in housing areas. 
The scenario is concluded clearly by the work of Parasuraman et al. (1988). 
Smart-partnership is one tool exercised in LA21 which tries to  get close relationship 
between private and local authority. The development of Sungai Petani, either through 
cooperation, privatization or direct sells off will enable the council to gain profits and 
generate the local economy activities. In addition, this will help in implementing social 
responsibility, for example providing low cost housing, reduce poverty and achieve the 
goal of zero illegal housing, and this is in line with the national development aspiration. 
Through partnership, the council can cooperate with other parties to develop the local 
economic activities, including research and training programs as well as funding. This also 
helps in implementing and developing activities that can generate new businesses and 
investment opportunities to  local and international businessmen and traders. Positive re- 
lationship between them will be favoured to the municipal in addressing their complaints 
and dissatisfactions among the local residents. 
There is a situation when some of interviewees think that smart-partnerships do exist 
between private and the municipal in handling the local affairs. Associations and com- 
munity leaders agreed that the partnerships do exist and results of the study presented 
70% (n=7) in Zone C, 90% (n=9) represented Zone G, and Zone H with 100% (n=10). Only 
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30 percent respondents in Zone C and 10 percent from Zone G felt that the smart-part- 
nerships do not exist between private and MPSPK. In this study, the good relationship in 
smart-partnership does exist between private and the municipal. One interviewee shares 
his experience as community leader in Zone C: 
"LA21 can be implemented in Sungai Petani. What is important is to  protect the stake- 
holders and the rationality in making decision based on real facts. Isaid that because 
through my experience, some of contractors and developers are nice in relations. Usu- 
ally they comply with instruction given by MPSPK; even not happy with that rules, but 
they obey. Especially in my zone, some problems have high intention by developers 
and contractors. We always keep in touch to  settle public complaints. Meetings and 
dialogues always done" (Community Leader D, 2012). 
Another interviewee shares his experience when dealing with the contractor and he 
feels that the third parties should be treated well as customers and should find the solu- 
tion in the good manner. Hence, even the big problem will be easy to address: 
"I urged the double-track engineering contractors Gamuda to  solve the problems 
brought because of the double-track train plan, especiallyfloods. I'm not opposing 
the development, but the company must be carrying out the plan, taking into account 
the interests of the people. I received many complaints from villagers. So today, this 
dialogue was held to  solve the problems. Now we have residents that complaint to  
me; the double-track train plan will be in their home next to the original trackfilling 
ground levels, during the heavy rain, i t  will frequently face the problem offloods. Now 
we have to  visitflood situation. Isaid to engineer. "Your company shall be responsible 
for the construction of drainage system as to solve the problem of the double-track 
train plan". He replies (Ipromise that the residents will get what they want and will be 
communicated to  the relevant authorities). After several weeks, the drainage system 
was there, the residents happy and i think the contractors do their job". (Community 
leader A, 2012) 
4.3 Public Complaint Process and the Response 
Public complaint is one of the mechanisms to measure customer satisfaction. People 
keep complaining about their uncollected waste, routine and daily operations are not 
well organised, clogged drains, flash flood in housing areas and other local matters. The 
interviewees' experience mirrors the level of dealings with MPSPK through the public 
compliant process. Majority of them were satisfied with the process and the action taken 
in addressing the common problems in Sungai Petani in such as waste management, 
cleanliness, drainage and culverts. One interviewee shares his experience as community 
leader in his zone: 
"I felt ok with municipal work in daily operations. Many complaints under my zone 
settled within the time even got some issues regarding waste uncollected and floods due 
to clogged drains, but still they turn up. The municipal already settle the problems but 
sometimes attitudes from the local residents make the problem come again. So I don't 
even blame the municipal. The process taken to settle the complaints also good except 
for those issues needed for other agencies to take part like JKR or JPS, the longer time 
should be expected by the local residents. When the complaint settled, i think residents 
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satisfy as well as me". (Community leader H, 2012) 
Another supporter was satisfied in his experience as Chairman of community com- 
mittee publicly complained the process and the action taken by the municipal. This is 
due to volunteering activities such as clean up the public places or housing area always 
have feedback from MPSPK and even the down to earth YDP. The response was referring 
to waste dumping and cleanliness complaints faced by a few housing areas in Zone C. 
Community leader from Zone H also expressed his feeling towards the public complaint 
in his area. During the interview session, he satisfies due to his experience of the zone: 
"My zone is based on traditional villages and tourism area; just a few housing areas 
were there. Due to  the nature, not so many complaints were brought up to  municipal. 
So, it's not a big deal on that. Small problem like a waste problems just happen in 
certain area like Tanjung Dawai and Lembah Bujang. Other than that just received a 
broken lamppost or cutting trees matter. So far, in my experience since lastfour years, 
i satisfy with the system of public complaints. But sometimes, we  have to  urge staff 
of the municipal to  know the progress on the complaints but overall I'm satisfied". 
(Community Leaders K, 2012) 
5.0 DISCUSSION AND RECOMMENDATIONS 
The study aims to understand the factors that influence the level of customer satisfac- 
tion and shows the governance of local authority in their duty. An analysis through the 
history of satisfaction in Sungai Petani reveals that the respondents quite impressive ac- 
counts of satisfaction on municipal services. The results prove that the local associations 
and representatives have more predictive power in disseminating and collecting informa- 
tion and explaining the satisfaction in Sungai Petani. Governance theory that originated 
by Putnam (1993) has been identified in previous study in democratic decision-making 
process with public demands and the role of political representatives in government ex- 
ercise. Accurate measurement of customer satisfaction is a prerequisite for developing 
effective and appropriate channel in disseminating and collecting information for public. 
Interestingly, findings from this study reveal that local associations and representatives 
have more predictive power as the appropriate and effective channel in disseminating and 
collecting information as compared to mass media and online sources. The councillors 
and community leaders played the important role and most preferred by the local people 
in public complaints or in disseminating and collecting information on municipal services 
in Sungai Petani. The residents also have strong feeling in dealing with associations like 
Rukun Tetangga, Persatuan Penduduk and religious representatives in their neighbour- 
hoods. The residents in Zone C feel that their councillor is active in representing them 
and always concerned on public complaints. Perhaps, these positive feelings on their ac- 
tive local associations and representatives added on motivations to participate on local 
authorities' activities in order to increase the satisfaction among their localities. Thus, 
the findings show that gaining citizen feedback provides valuable insight into how well 
the municipal authority meets their customers' needs. The information can be used in 
quality improvement programs to help municipal councillors recognize opportunities to 
improve services and creation of a positive perception among citizen. In order to achieve 
greater level of satisfaction, a few recommendations should be implemented accordingly. 
ISSUES IN PUBLICSECTOR GOVERNANCE 
5.1 Policy Implications and recommendations 
5.1.1 Empower the public with municipal services knowledge 
Knowledge and understanding about the daily operations of waste management, 
cleanliness, drainage and culverts affairs system is needed in order to encourage the 
public to more satisfy. In this light, the councillors, community leaders as well as MPSPK's 
manpower have a role in guiding the public in understanding municipal services and public 
complaints effectively. Abroad practice on handling greater municipal services like in Aus- 
tralia and United Kingdom should be refer as best practice in local affairs (Nikmatul, 2010). 
5.1.2 Seek participation from a broad range of participations 
Public should not treated as one single entity as there a different kinds of people who 
received satisfaction differently. Some may dissatisfied on certain services and some may 
satisfied others, but normally those who talk the loudest will get the attention as well as 
who actively complaints on services. The respective parties should also take into account 
the existence of organized and unorganized public and whose interest do they represent. 
The disputes and dissatisfaction can be avoided if only the participation process is made 
open to all. 
5.1.3 Enhancing the role of councillors and community leaders 
Councillors and community leaders share a baiic task which is to help people feel 
able to understand what goes on their locality. It is also important for the community 
representatives to well known in order to avoid confusion among themselves and among 
the constituents. 
5.2 Scope for further research 
More efforts should be directed towards understanding the focus groups including 
households and business communities. In terms of evaluation, future studies should also 
directed on examining the intangibles variables to measure the quality of satisfaction. At 
present, many studies are concerned on looking at the numbers for example, number of 
public complaints against total population, number of people who file dissatisfies. More 
studies should be done to examine variables such as representation of local association 
and community leaders. 
6.0 CONCLUSION 
The study found that there is a strong association between satisfaction level on 
municipal services in Sungai Petani among resident associations and community lead- 
ers. Investigating on the level of awareness of the respondents is important in analyzing 
satisfaction and shows the governance process in local authority. MPSPK does have the 
governance practices regards to customer satisfaction on municipal services as shown 
in their findings. However, there are some rooms for improvements in future research 
by collaborating with state government and other parties in local affairs to have greater 
performance in municipal services. There are just so more needed to improve the qual- 
ity of customer's satisfaction to a higher level, but in short, the strategies must target on 
strengthening on the entire of stakeholders as well. 
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